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DETAILED ACTION 

1 . The following is a non-final office action in response to communications received 
10/06/2006. Claims 1, 19, 28, 46, 55, and 64 have been amended. Claims 1, 2, 4-11, 13-38, 40- 
75, and 79-85 are pending in this application. 

- Claini Rejections -35 USC §103 

2. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole, would have been obvious at the time the invention was made to a person 
having ordinary skill in the'art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

3. Claims 1-2, 4-1 1, 13-18, 28-38, 40-45, 73, and 79-85 are rejected under 35 U.S.C. 103(a) 
as being unpatentable over Customer Support System (CircuitCity.com) in view of Suliman, Jr., 
et al. (U.S. 2001/0053980) and in further view of O'Connor et al. (U.S. 2001/001 1225). 

As per claim 1, Customer Support System discloses a method of enabling scheduling of a 
service call in a computing environment, the method comprising: 

obtaining product information regarding a product from a user of the computing 
environment (See page 1, sections 2-4, page 3, section 1, page 12, pages 15-16, page 22, sections 

1 ■ . t'^ 'v. 'L .On.;! !l . 1 !\ '(ill 1 1' 

1-4, page 23, section 1, wherein product information is received from the user of the computer 
environment); 

determining whether the product is serviced by a manufacturer of the product or a service 
provider different than the manufacturer (See page I 1 , section^'2-4, page' 3, : section 1, page 22, 
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sections 1-4, wherein the user determines via a computing unit whether the product is serviced 
by a manufacturer or service provider); 

providing to the user, from whom the product information is obtained, at least one 
available appointment within a calendar schedule for scheduling a service call with at least one 
service provider based on the product information and on said determination made (See page 1, 
sections 2-4, page 3, section 1, pages 12, 15-16, page 22, sections 1-4, page 23, section 1, 
wherein the user is provided a service call based on the product information and the 
determination made concerning the manufacturer); and 

providing a price estimate (See at least page 2, wherein a price estimate is offered to the 
user before the repair is actually scheduled). 

However, Customer Support System does not expressly disclose determining by a first 
computing unit including a wet) browser, automatically providing the user an appointment 
without interaction between the user and any other human being and enabling the user to select 
one available appointment for at least one iervice provider from the calendar schedule. Further, 
Customer Support System dbes hot expressly disclose automatically providing a service call 
price estimate without 1 interaction between the user and any other human being that varies based 
on a regional location of the user. 

Suliman, Jr., et al. discloses a system that obtains product information regarding a 
product from a user of the computing environment (See paragraph 0010-1, 0029, 0037, wherein 
product information, inducing warranty information), determining by a first computing unit 
including a web browser warranty, repair and service organization information (See paragraphs 
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0014, 0027, 0048, 0063, 0076-7, wherein a computer including a web browser compiles and 
manipulates data concerning warranty and organizations for repair and service), and 

automatically providing the user an appointment without interaction between the user and 
any other human being (See paragraphs 0014, 0027, 0048, 0063, 0076-7, wherein the user is 
automatically provided an appointment by the system, the information displayed on the screen). 
Suliman, Jr., et al. further discloses displaying the at least one available appointment for 
scheduling the service call (See paragraphs 0014, 0027, 0048, 0063, 0076-7, wherein the user is 
automatically provided an appointment by the system, the information displayed on the screen). 
However, Suliman, Jr., et'alr does not expressly disclose that the available appointment is 
displayed within a calendar. 

O'Connor discloses an Ihtemerbased^system that 1 enables the user to select one available 
appointment for at least one service provider from the calendar schedule (See figure 2 and 
paragraphs 0007, 0009;W4 , , ; 663i-2)f r ;n ' r " l 

Customer Support'' System teaches a web-enabled^oWthat allows a user via his 
computing device to located sero make an 

appointment. The user is provided an appointment after interacting with the service provider or 
manufacturer via the telephone. Suliman, Jr., et al. teaches a system by which a user registered 
his product and the system°a^omatically conmimicates with! 'service organizations via the World 
Wide Web to provide tlie user automatic or service. This 

system maintains product information, such as warranty terms. Therefore, it would have been 
obvious to one of ordinary skill in the art at the time of the invention to provide the user an 
appointment using automated means sucli as the System 6f Sulimaii,7r.) etal. in order to increase 
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the efficiency of scheduling an appointment by connecting consumers and service organizations 
over a network, thus allowing consumers to schedule repair and maintenance "at the touch of a 
button" and allowing the service organization" (such as a repair shop) to more efficiently prepare 
reports. See paragraphs 0014^and 0076 of Suliman, Jr., et al. 

Further, Customer Service-Support and Suliman, Jr., et al. disclose scheduling an 
appointment with a service provider based on details of a product. Suliman, Jr., et al. discloses a 
web-based system that allows a user to register his product and then automatically communicates 
with service organizations via 4 the World Wide Web to provide the user with an appointment for 
repair or service. O'Connor- et al.^discloses an Internet based calendaring system and calendar 
interface used to provide the user with an appointment. Therefore, it would have been obvious to 
one of ordinary skill in the arf at i! the time of the invention to display theavailable appointment to 
the user in a calendar 'formalin Order to moire efficiently allow^a user 1 to make an appointment 
with a business. See p : aragraph§ 0007; 00019* '0018-9' of O'Cdnnoret' al. ' 1 w 

Finally, Customer Service Support discloses providing price estimates before the full 
service is booked. It' is old and weirkrlown thafservice providers pbsit estimates of prices in a 
price schedule on their websftes : foV service caU^ further takes 

official notice that it is olc^and well kriciwn^ tliat prices viary regioiiatily, such as between different 
cities, different states, and different countries (for example, it is old and well known that the cost 
of living (and thus salaries arid prices) vary across the United States). Therefore, it would have 
been obvious to one of briiihary ^ Slallin^hfe'art at'the'time of tlie invention to provide the user 
with the price estimate automatically in'bnier* 'to increase customer "satisfaction by connecting 
consumers and service organizations over a network, thus allowing consumers to schedule repair 
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and maintenance "at the toueh of a button" knowing full information ahead of time. See 
paragraphs 0014 and 0076 oflSuliman, Jr., et al. Further, it would have been obvious to one of 

ordinary skill in the art at thetimeof the invention to vary this price estimate based on the 
location of the user in order to more accurately convey pricing information to a user based on old 
and well known variations in cost across the country (and/or world). 

As per claim 2, Custoffier Support System discloses wherein the product information 
comprises a location of the product and at least one of a product type, a product manufacturer, 
and a product model number, and wherein the at least one available appointment is based on the 
location of the product (See page 1, sections^ 1 ?, page 3, section 1, page 12, pages 15-16, page 
22, sections 1-4, page 23, section 1, wherein product information is received, such as product 
location and manufacturer, and the appointment is scheduled based bn the location). 

As per claim 4, Customer Support System discloses wherein the providing comprises 
selecting the at least one u available appdintment from a plurality of appointments, and wherein 
the plurality of appointments iW^socmted with a plurality of Service providers at a plurality of 
locations (See page 1, ! sections l 2 c -4 : ,pa ; ge 3] page' 12; page 22,^ sections 1-4, page 25, which 
discloses a plurality of locations at which the appointment can be made). 

As per claim 5, Customer Support System discloses whereiifthe providing comprises 
determining in real-time tlie at least one available appoiritineht S (See page 1 ! ; sections 2-4, page 3, 
section 1, pages 12, 15-16,' p 1 age ( 22, sections page 23^sectibri 1; Wherein the user is 
scheduled for the appointment in real-time). 

As per claim 6, Customer Support 1 System discloses wherein the providing comprises 
determining in real-time thVat least ope available appointment as unavailable in the event 
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another user has selected the at least one available appointment (See page 1, sections 2-4, page 3, 
section 1, pages 12, 15-16, page 22, sections 1-4, page 23, section 1). 

As per claims 7-8, Customer Service- Support discloses the user providing product 
information (See page 1, sections 2-5, pages 3-4, page 12, and page 22, sections 1-2, wherein the 
product information is provided). , However, Customer Service Support does not expressly 
disclose and Suliman, Jr., et al. discloses providing suggested product information to the user for 
use by the user in providing product information, the information comprising at least one of a 
product type, a product manufacturer, and a product model number (See paragraphs 0055-7, 
wherein the registrationiinformation is pre-populated or selected from choices in drop down 
menus, the information including manufacturer and model). 

Customer Support System teaches a web-enabled tool : thkt allows a user enter product 
information via his computing device and to locate a service provider or manufacturer. Suliman, 
Jr., et al. teaches a system by which a user^enters 1 product informatibtf in a web-based program, 
the product information entered by using pre-populated form or by selecting from choices in 
drop down menus form. 1 It would have been' obvious to one of ordinary skill iii the art at the time 
of the invention to suggest pridlducf informatiori'tothe user in orderto increase the accuracy of 
the data input into the system^ by forcing consumers to enter data ma predefined aiid structured 
manner. See paragraph 0055-6 of Suliman, Jr., et al. 1 : 

As per claim 9, Customer Support System discloses providing to the user a suggested 
nature of a problem based"6n < 1he'prbduct , information (See page 17 and page 23, section 2, which 
discloses customer suppart)> s ^ m Uv,itS u v>cL ' •:.,« u*,i u.iu alio-..* >■ 

. . •. jH> [)\ v. ilk ! : . — ; m!.p ... 
T if.- it wo tiki i *t\ j t- ,*Ci; ob . i-itc* v\-;\iimu ' ' \... ! 
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As per claim 10, Customer Support System teaches obtaining one of the at least one 

available appointment selected by the user (See page 1, sections 2-4, page 3, section 1, pages 12, 
15-16, page 22, sections l-4;page 23, section 1). 

As per claim 1 1, Customer Support System discloses notifying the service provider of the 
one of the at least one available appointment selected by the user (See page 1, sections 2-4, page 
3, section 1, pages 12, 15-16,jpage 22, sections 1-4, page 23, section 1, wherein the service 
provider is scheduled and performs the service). 

As per claim 13, Customer Support System discloses providing to the user at least one 
available appointment for scheduling a service_call based on the product information (See page 
1, sections 2-4, page 3, sectioi} 1, pages 12, 15-16, page 22, sections 1-4, page 23, section 1). 
However, Customer Support System does hot expressly disclose the available appointment 
selected by the user being set as unavailable for other users. 

Customer Support System discloses scheduling available technicians for appointments. It 
is well known in the art that a^ervice provider is a limited resource' and when a service provider 
is scheduled for ah appoihtmeht; l he/she is unavailable at that time for another appointment. 
Therefore, it would have been obvious to one of ordinary skill in the art at the time of the 
invention to make the service call appointment selected by the user unavailable to other users in 
order to more efficiently schedule technicians by ensuring that' the technicians are not double 
booked/ ■■ ■■«- , '»i sch:Ji!.. l ">-.v: • -.r^,,;,:^ 

As per claim 14, Customer Support System discloses a method further comprising 
validating warranty product "information (See page 1, sections 2-4, pag^'3, section 1, page 22, 
sections 1 -4, wherein the warranty is validated). 
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As per claim 15, Customer Support System teaches a method further comprising 
obtaining a nature of a problem of the product, and providing do it yourself repair information 
based on the nature of the problem (See page_17,page 23, section 2, wherein a technical support 
line is disclosed). ^ 

As per claim .16, Customer Support System discloses wherein the obtaining the product 
information at the first computing unit from input of the product information by the user at a 
second computing unit coupled to the first computing unit via a communications network (See 
page 1, sections 2-4, page 3, §gction 1, page 12, pages 15-16, page 22, sections 1-4, page 23, 
section 1). 1 /-.a^ber: wS^-;;>.* > 

As per claim 17, Customer Support System teaches wherein a communications network 
is used that is accessible by either the order taker or the customer as well as the technicians (See 
page 1, sections 2-4, page 3, action 1, page 12, pages 15-16, page 22,sbctions 1-4, page 23, 
section 1). " 1 - 1)1 l d:ci ; ,s * ! * : -" : ^ : ^ J ^ - - 

As per claim 18, Customer Support System discloses wherein said service call is for 
repair of a home appliance (See page 1; sections 2-4, page 3, section T, 1 page 12, pages 15-16, 
page 22, sections 1-4, page 23* section 1," which discusses a computer): * 

Claims 28-38 and 40-45 recite equivalent limitations to claims 1-1 1 and 13-18, 
respectively, and are therefore rejected using the same art and rationale relied upon above. 

As per claim 73, Customer Support System teaches wherein said determining whether the 
product is serviced comprises <letermining whether the product is serviced by an authorized 
service provider if the product is hot serviced by the manufacturer, the' authorized service 
provider having agreed with the manufacturer to provide a service similar to that provided by the 
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manufacturer (See at least page 1, sections"2-4, page 3, section 1, page 22, sections 1-4, wherein 

, ^ 

the service provider is an authorized service provider). 

As per claim 79, Customer Support System teaches a priority to the service call if the 
product is out of warranty, wherein said providing a priority including providing the priority to 
the service call over a service call corresponding to a product that is under warranty (See page 1, 
section 4, wherein those with warranty's with manufacturers are first asked to contact the 
manufacturer. Those out of warranty may schedule directly). 

As per claim 80, Customer Service System teaches the at least one available appointment 
includes at least two available appointments, providing a number of the at least two available 
appointments if the product is out of warranty, wherein said providing a number includes 
providing the at least two available appointments that are higher in number than a number of at 
least one available appointment corresponding to a product under warranty (See page 1, sections 
2-4, page 3, section 1, pages 12, 15-16, page 22; sections l-4, ! page 23, 1 section 1, wherein the 
user is provided an appointment). : * 1 > * 

As per claim 81^ Cusforher Service Support discloses scheduling a service call for a user 
(See at least page 1, sections 2-4, page 3, section 1, pages 12, 15-16, page 22, sections 1-4, page 
23, section 1, wherein the user is provided an appointment). 1 Suliman, Jr., et al. teaches a 
system with a first and seconiS computing unit and automatically providing and scheduling an 
appointment to the user usinj^ stored 1 product information and' a repair link located on the 
networked site (See paragraphs 0014, 0076). Suliman, Jr., et al. further discloses a 
communication means via the networked system that allows parties, such as the consumer, 
manufacturer, and service organization, to send messages and communications amongst each 
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other (See paragraphs 001 1, 0t)29. 0Q39, 0076). However, Customer Service Support and 
Suliman, Jr., et al. do not expressly disclose the message of a reminder of an appointment that is 
provided before a time at which the appointment is scheduled. 

O'Connor et al. discloses a reminder of an appointment that is provided before a time at 
which the appointment is scheduled (§ee paragraph 0035). 

Providing reminders, such as taught by O'Connor et al., of appointments was well known 
in the service industry at the time of the invention. Since the system of Suliman, Jr., et al. is 
capable of communicating and messaging concerning a service and repair appointment, it would 
have been obvious to one bfiordihary jskill in the art at the time of the invention to provide a 
reminder of the service appointment scheduled in Customer Support System in order to more 

efficiently make appointments with people.in dispairate locations. 



As per claim 82, Customer Support System discloses providing to the user at least one 
available appointment for 'scheduling ^service call (See page 1 1, sections 2-4, page 3, section 1, 
pages 12, 15-16, page midsections T-4, : page 23, ll sect^ a service 

call based on the product information and the determination made concerning the manufacturer). 
However, Customer Support System does not expressly disclose selecting, via a graphical user 
interface, aportion of t^e c£l^ call. i: " t " 1 

Suliman, Jr., et al. teaches selecting, via a graphicafuser interface, a portion of the 
calendar schedule for scheduling a serviceoall (See paragraphs 0014, 0027, 0048, 0063, 0076-7, 
wherein the user is automatically pro vicled an appointment by the system; the information 
displayed on the sdr^; iK;i 5 *' lh » 5 <^ ,c in ^ - w 
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Customer Support System teaches_a web-enabled tool that allows a user via his 
computing device to locate a service provider or manufacturer with which to make an 
appointment. The user is provided an appointment after interacting with the service provider or 
manufacturer via the telephone. Suliman, Jr., et al. teaches a system by which a user registered 
his product and the system automatically communicates with service organizations via the World 
Wide Web to provide the user automatically with an appointment for repair or service. This 
system maintains product information such as warranty terms. Therefore, it would have been 
obvious to one of ordinary skill in the art at the time of the invention to provide the user an 
appointment using the graphical user interface of Suliman, Jr., et al. in order to increase the 
efficiency of scheduling an appointment by connecting consumers and service organizations over 
a network, thus allowing consumers^to schedule repair arid maintenance "at the touch of a 
button". See paragraphs" 001 4 ^d 0076. ' k l ° r nK;:HnI! - Uj : v M1 wUk] '- lt ' : 

As per claim 83, Customer Support System discloses that the product has encountered the 
problem (See page 1, sections 2-4, pag'e 3, section 1, page 12, pages 15-16, page 22, sections 1-4, 
page 23, section 1). However^ ribither Customer Support v Sykem n()r does Sulimari, Jr., et al. 
expressly discloses pribntizm^ with the 

product. 1 * lt _ 

Both Customer Support System and Suliman, Jr., et al. teach using product information to 
make an appointment for service! It 1 is oldahcl well known in this art to prioritize problems, such 
as prioritizing emergencies and urgent'calis aiid responding to them quicker then other service 
calls. It would have been obvious to one of ordinary skill in the art at the time of the invention to 
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consider priority of a problem#when scheduling an appointment in order to more efficiently meet 
the needs of the customers based on the contact terms as well as the seriousness of the problem. 

As per claim 84, neither Customer Support System, O'Connor et al., nor does Suliman, 
Jr., et al. expressly discloses determining a procedure for fixing a problem associated with the 
product and displaying the pracqjiiire to the User, by the first computing unit. 

Both Customer Support System and Suliman, Jr., et al. teach using product information to 
make an appointment for service. Suliman, Jr., et al. specifically discloses a website by which 
the user can register his/her product and receive information concerning that product. It is old 
and well known in the art >that*websites concerning products include "FAQs" and other 
informational pages that would include do-it-yourself information concerning the product. 
Therefore, it would have been obvious to one of ordinary skill in the art at the time of the 
invention to provide the'user a ^ro6edure for fixing a problem'associated with the product and to 
display the procedure to the tisercin order to J increase the efficiency of repairing a product by 
providing the user information via the website" See paragraphs 0014 and 0076 of Suliman, Jr., et 
al. that discuss the efficient use of the Internet in providing information and service. 

As per claim 85,'Customer Support System teaches detennimng whether a product is 
covered by a first warranty (Sfee page I, 1 section 3-4, wherein it is determined if the product is 
covered by a manufalcti^^^ifcnty) 4 ; ' ^' ClN ' ' --^ Alllcu '"" ; v • : " 

offering a second warranty upon determining that the product is not covered by the first 
warranty (See page 22/sectionis , 2-3, page 24, wherein an extended warranty is offered through 
the seller). ' * ' vi -^^ >^» ..u.*:..r: , IaU^Vuc hm^ uu. .... 
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However^ Customer Support System does not expressly disclose using a computing unit 
to perform the determining and offering. 

Suliman, Jr., et al. discloses a system that obtains and manages product information 
regarding a product from a user of the r *computing environment (See paragraph 0010-1, 0029, 
0037, wherein product information, including warranty information) and determining, by a 
computing unit, warranty information (See~paragraphs 0014, 0027, 0048, 0063, 0076-7, wherein 
a computer compiles and manipulates data concerning warranties). 

Customer Support System teaches a web-enabled tool that allows a user via his 
computing device to locate a service provider or manufacturer with which to make an 
appointment. The user is provided an appointment after interacting with the service provider or 
manufacturer via the telephone, the interaction including confirming warranty information. 
Suliman, Jr., et al. teaches' a system by which a user registers a product and the system then 
maintains product information, such as warranty terms, via the 1 computing unit. Therefore, it 
would have been obvious to one of ordinary l skilUn the art at the time ! of the invention to use a 
computing unit to perform the determining and offering of Customer Support Systems in order to 
increase the efficiency of system' by making iiiforrnatibri available "at the touch of a button". 
See paragraphs 0014 and 0076. 




4. Claims 19-23, 25-27] j6-72, 74, and 75 are rejected under 35 UiS.C. 103(a) as being 
unpatentable over Customer Support' System (CircuitCitylcom) in' view of Suliman, Jr., et al. 
(U.S. 2001/0053980). '' 
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As per claim 19, Customer Support System teaches a method of enabling, scheduling of a 
service call for repair of a home appliance in a computing environment, the method comprising: 

obtaining product information regarding a product at a first computing unit from input of 
the product information by a user at a second computing unit coupled to the first computing unit 
via a communications network (See page 1, sections 2-4, page 3, section 1, page 12, pages 15-16, 
page 22, sections 1-4, page 23, section 1, wherein product information is received from the user 
of the computer environment); 

determining whether the product is'serviced by a manufacturer of the product or a service 
provider different than the manufacturer (See at least page 1, sections 2-4, page 3, section 1, page 
22, sections 1-4, wherein the user determines via his/her web enabled computing unit whether 
the product is serviced by a manufacturer or service provider); ' 

providing to the user that input the product informatibn at the second computing unit at 
least one available appointment' for scheduling a service call based on the product information 
and on said detemiinatioWmade"(See "page ! 1, sections 2-4, page 1 3? section 1, pages 12, 15-16, 
page 22, sections 1-4, page 23, section 1, wherein the user is provided a service call based on the 
product information and the determination made concerning ; the manufacturer); and 

providing a price estimate (See at least page 2, wherein a price estimate is offered to the 
user before the repair is' actually scheduled)". 1 1 N u :U • - L,Luu 1 - 1 

However, Customer Support System does not expressly disclose determining by a second 
computing unit including a web browser or automatically providing the user an appointment 
without interaction between ! the user and any other human being, the automatically providing 
including a determination of whether to display the at' least one available appointment. Further, 
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Customer Support System does not expressly disclose automatically providing from the first 
computing unit to the user a price estimate-for the service call (prior to scheduling the service 
call) without interaction between the user and any other human being. Further, Customer 
Support System does not expjessly disclose that the price estimate varies on a regional location 
of the user. 

Suliman, Jr., et al. discloses a system that obtains product information regarding a 
product from a user of the computing environment (See paragraph 0010-1, 0029, 0037, wherein 
product information, including warranty information), determining by a second computing unit 
including a web browser warranty, repair and service organization information (See paragraphs 
0014, 0027, 0048, 0063, 0076-7, wherein a computer with a browser compiles and manipulates 
data concerning warranty and organizations for repair and service), and automatically providing 
the user an appointment without ^ interaction between the user ^ other human being, the 



automatically providing including a determination of whether to display the at least one available 
appointment (See paragraphs 0014, 0027, 0048, 0063, 0076-7, wherein" the user is automatically 
provided an appointment by the system, the information displayed on the screen). 

However, Suliman^jrrV'e^ al/ctbes ^noVexpressly disclose available appointment is 

displayed within a calendar. ' ' 1 

Suliman, Jr., et al. discloses a web-based system that allows a user to register his product 
and then automatically communicates with service organizations via the World Wide Web to 
provide the user with* an apppintment'for repair or service. tJSing calendar formats is a well- 
known way to convey date information to a user of a website. Therefore, it would have been 
obvious to one of ordinary skill in the art at the time of the invention to' display the available 
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appointment to the user in a calendar format in order to more efficiently communicate the date 
information in a more readable and cotnprehendible manner. 

However, Suliman, Jr., et al. does not expressly disclose automatically providing from 
the first computing unit to the user a price estimate for the service call without interaction 
between the user and any other human being.. 

Customer Support System teaches a web-enabled tool that allows a user via his 
computing device to locate a service provider or manufacturer with which to make an 
appointment. The user is provided an appointment after interacting with the service provider or 
manufacturer via the telephone/ Suliman, Jr., et al. teaches a system by which a user registered 

\ 

his product and the system automatically communicates with service organizations via the World 
Wide Web to provide the user automatically with an appointment for repair or service. This 
system maintains product information, such asjwarranty terms. Therefore, it would have been 
obvious to one of ordinary skiirin the art at the time of the invention to provide the user an 
appointment using automated nleans such as the system of Suliman, ; Jr., et al. in order to increase 
the efficiency of scheduling an appointment by connecting consumers and service organizations 
over a network, thus allowing consumers to schedule repair and maintenance "at the touch of a 
button" and allowing'the service organization (such as a repair shop) to 1 more efficiently prepare 
reports. See paragraphs '00 if and 0076 of Suliman, Jr., r etil. ac[ii! - ' 1 ' : 

Further, Customer Service Support discloses providing price estimates before the full 
service is booked. It is old and well known toat.service providers post 1 estimates of prices for 
service calls in a price schedule on their websites that may be 1 viewed prior to scheduling service 
(See argument below). Examiner furtlier takes official notice that it is ! old and well known that 
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prices vary regionally, such as between different cities, different states, and different countries 
(for example, it is old and well known thatthe cost of living (and thus salaries and prices) vary 
across the United States). Therefore, it would have been obvious to one of ordinary skill in the 
art at the time of the invention, to provide the user with the price estimate automatically in order 
to increase customer satisfaction by connecting consumers and service organizations over a 
network, thus allowing consumers to schedule repair and maintenance "at the touch of a button" 
knowing full information. See paragraphs 0014 and 0076 of Suliman, Jr., et al. Further, it would 
have been obvious to one of ordinary -skill in the art at the time of the invention to vary this price 
estimate based on the location of the user in order to more accurately convey pricing information 
to a user based on old and well known variations in cost across the country (and/or world). 

As per claim 20, Customer Support System discloses wherein the product information 
comprises a location of the product ahd at leiast a product manufacturer, and wherein the at least 
one available appointment is based on the location of the product (See page 1, sections 2-4, page 
3, section 1, page 12, pages r5-16, page 22, sections 1-4, page 23, section 1, wherein product 
information is received, such as product location and manufacturer, and the appointment is 
scheduled based on Ael^rif :o \f llcUuie ^ J niaimuiaiKv ..i , 

As per claim 21, Customer Support System discloses wherein the providing comprises 
selecting the at least one available appointment from a plurality of appointments, and wherein 
the plurality of appointments are associated with a plurality of service providers at a plurality of 
locations (See page 1, sections 2-4, page 3 1 ; page ^^page '^^sections 1-4, page 25, which 
discloses a plurality of locations at which the appointment can be made). 

t !s I . v/ ./ \\ K ........ ' V 
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As per claim 22, Customer Support System discloses wherein the providing comprises 
determining in real-time the at least ope available appointment (See page 1, sections 2-4, page 3, 
section 1, pages 12, 15-16, page 22, sections 1-4, page 23, section 1, "wherein the user is 
scheduled for the appointment in real-time). 

As per claim 23, Customer Support System discloses wherein the providing comprises 
determining in real-time the at least ope available appointment as unavailable in the event 
another user has selected the at least one available appointment (See page 1, sections 2-4, page 3, 
section 1, pages 12, 15-16, page 22, sections 1-4, page 23, section 1). 

As per claim 25, Customer Support System teaches obtaining one of the at least one 
available appointment selected by the, user (See page 1, sections 2-4, page 3, section 1, pages 12, 
15-16, page 22, sections Wfr^23? ^on v l>:^ ^ K ^ ' vhcrein Uc ' ' :: 

As per claim 26, Customer Support System discloses notifying the service provider of the 
one of the at least one available appointment selected by the user (See page 1, sections 2-4, page 
3, section 1, pages 12, 15-16^page 2^kectibns 1-4, page 23, section 1, wherein the service 
provider is scheduled '^ffi^Ws^$jr i w,KTcin lhc ;)i v 

As per claim 27, Customer Support- System discloses providing to the user at least one 

— - 

available appointment for scheduling a service call based on the product information (See page 
1, sections 2-4, page '3, section l; pages l^lS-l^page 22, v sectidris'l-4, page 23, section 1). 
However, neither Customer Support System nor Suliman, Jr., et al' expressly disclose the 
available appointment selected by the user4)eing set as unavailable for other users. 

Customer Support System discloses scheduling available technicians for appointments. It 
is well known in the art thaf aservicd -provider is a limitecl resource' and when a service provider 
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is scheduled for an appointment, he/she is unavailable at that time for another appointment. 
Therefore, it would have been obvious to one of ordinary skill in the art at the time of the 
< . invention to make the service call appointment selected by the user unavailable to other users in 
order to more efficiently schedule technicians by ensuring that the technicians are not double 
booked. 

Each of claim groups 46-54, 55-63," and 64-72 recite equivalent limitations to claims 19- 
27, respectively, and are therefore rejected using the same art and rationale relied upon above. 

As per claims 74 and75, Customer Support System teaches wherein said determining 
whether the product is serviced comprises determining whether the product is serviced by an 
authorized service provider if the product is not serviced by the manufacturer, the authorized 
service provider having agreed with the manufacturer to provide a service similar to that 
provided by the manufacturer (See at least page 1 , sections 2-4^ palge 3 , section 1 , page 22, 
sections 1-4, wherein the service provider is ah authorized service provider). 

5. Claim 24 is rejected under 35 U.S.C., 103(a) as being unpatentable over Customer 
Support System' (CirciutCi^om) 'in View^olf Suliman,' Jr.^kal^^ls. 2001/0053980) and in 
further view of Somheil ("Bringing Good Things to Market"). ' 1 

As per claim 24, neither Customer Support System nor does Suliman, Jr., et al. expressly 
discloses obtaining a nature of a problem of the product and providing do-it-yourself repair 
information based on thenature of the problem. " : /,CCi! by ^ l,ia,i " : ** : 

Somheil discloses operating instructions and do-it-yourself home repair information 
being provided to the user via the Internet and avyebsite interface (See page 2, section 1). 
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Both Customer Support System and Suliman, Jr., et al. teach using product information to 

* a _ 

make an appointment for service. Suliman, Jr., et al. specifically discloses a website by which 
the user can register his/her product and receive information concerning that product. Somheil 
also discloses on a website that provides product .information to a user. It would have been 
obvious to one of ordinary skill in the art at the time of the invention to provide the user a 
procedure for fixing a problem associated with the product and to display the procedure to the 
user in order to increase the efficiency of repairing a product by providing the user information 
via the website. See paragraphs 0014 and 0076 of Suliman, Jr., et al. and page 2, section 1, of 
Somheil, which discuss the efficient use of the Internet in providing information and service. 

A , ^ 

Response to Arguments 
6. Applicant's arguments with regards to therejections based on Customer Support System 
(CircuitCity.com), Suliman, 1 Jr. ;et al. (U.S. 2001/0053980); and ! 0'Connor et al. (U.S. 

A ■ ^ 

2001/0011225) havebeen fully argues that (1) none of 

Customer Support System, Suliman, Jr., et al., and O'Connor etaK teach or suggest providing a 
user with a price estimate for a service call prior 1 to scheduling a service call, where the price 
estimate is provided withouf contact between the user and another human being, (2) none of 
Customer Support System,' Suliman," Jr.,' et al., and O'Connor et al/ teach or suggest providing a 
service call price estimate that varies based on a regional location of the user, and (3) the 
applicant challenge's examiner's official noticejhat posting estimates of prices in a price 
schedule on a website is well Jpown. 1 ' tKit) > 



A „ 
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In response to argument (1 ), Examiner has fully considered this argument and it is 
persuasive. However, the art rejections have been reestablished above to more fully address this 
limitation. Examiner first notes that the fact that the price estimate for a service call is provided 
prior to scheduling a service^call is not. specifically recited in claim 1 (though it is recited in the 
other independent claims). Examiner notes above that Customer Support System provides price 
estimates, but not for a service call automatically prior to scheduling a service call without 
contact between the user and another human being. Examiner has taken official notice on this 
limitation, which is explained in more-detail below. 

In response to argument (2), Examiner notes that this is a new limitation added in the 
current communications and thus this limitation has been fully addressed above in the art 

• + - :..iei \ " ; \, . . . . : . : ; 

rejections. 

In response to argument (3), ^Vxaminer provides the follbWmg documentary evidence: 
The Geek Squad (www.geeksquad.com), which is dated 05/28/1999. This website is a service 
provider that provides on-site service calls? See page 4, which discloses a schedule of prices 
posted on the website for estimates of charges to perform fixes on-site at the customer. See 
emergency on-site support) which gives a pritfe of 198-396 L (Ausm estimate). Further, the 
Squad would get to a user's house, and determine that more or different 1 services need to be 
performed, and thus the price may change {furthej; supporting that the information displayed on 
page 4 is an estimate). Thus, examiner has provided evidence to support her assertion of official 
notice, and thus has maintained herrejectiori! 11 a '^ ti - 1 ^ k 
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Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Beth Van Doren whose telephone number is (571) 272-6737. 
The examiner can normally be reached on M-F, 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Tariq Hafiz can he reacted. on (571) 272-6729. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status ofan application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from eitherPrivate PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR . 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Custodier Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADX) or 571-272-1000. 

December 20, 2006 r . - ^ n^l lfr^»< 
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. . v. :*:\,;.nliiig ;ho >>>.:\\ of an ^ i.\-.wiviV m;i\ he or 1 ^^ u^ifl^^. 



